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1.0 CISCO FINESSE AGENT DESKTOP WINDOW OVERVIEW 

The Cisco Finesse Agent Desktop main window displays information about active calls, 

Queue Statistics and Agent Statistics. It also enables you to perform phone functions. 

 

1.1 Page Tabs 

The Page tabs allow you to change what page in the Finesse Agent Desktop you would like 

to view. The pages include: 

Home tab – displays the number of calls waiting in the queue as well as the amount 
of the time the first caller has been waiting in the queue. You will also be able to see 
your team members’ current status. 

My History tab – displays your recent call information as well as the recent state 
history. This information is real-time, updated about every 30 seconds. 

My Stats tab – displays agent statistics for the current week such as Calls Handled, 
Average Handle Time, Logged in Time, and Wrap Time for each queue assigned to 
the agent. 

 

2.0 LOGGING INTO CISCO FINESSE AGENT DESKTOP 

To log into Finesse: 

1. Open a web browser and navigate to the Finesse website assigned to your call 

center.  

2. Log into Finesse the same way you logged into Finesse before the upgrade. 

Reminder: 

• The password is case sensitive. 

• Log in using the same username and password as you always have. 

• Use your Agent extension number (1555121xxxx) 

• Click Sign In 
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3.0 CHANGING STATE TO READY/NOT READY 

The Agent State pull down tab enables you to make yourself Ready/Not Ready throughout 

the day. 

 

Note: When you first log into the Finesse Agent desktop, you will be in a Not Ready state. 

This is unchanged from the previous version. 

3.1 Changing State to Ready  

To receive Inbound Queue calls/tasks, pull down the tab and select Ready. 

             

3.2 Changing State to Not Ready 

To stop receiving Queue calls, select Not Ready and the Reason Code that applies. 

The reason codes you have available to you will be the same reason codes that were 

assigned to you before the upgrade. If you see any discrepancies, please notify your 

supervisor.  

 

 

4.0 HANDLING CALLS 

To handle calls, you can either use the call control options built into Finesse or your physical 

Cisco IP Desk Phone just as you could before the upgrade. Either option will allow you to see 

the call display in the Finesse Agent interface and on your phone. 

4.1 Call Control Overview 

Calls that you wish to control through Finesse are controlled through the Call Control 

Gadget. This call control only becomes visible when you are actively on a call.  
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Call Source – This is the agency-configured value set for where the call came from. 

Depending upon the agency this could be the hotline number that was dialed or a 

value indicating which call center the call arrived from. 

Call Variables – This is any information that has been captured by the contact center 

system from the caller. The values shown above are generic examples. Each 

agency/hotline varies in the information shown here. 

4.2 Answering a Call 

You can receive queue calls and calls to your agent extension through Finesse Agent 

Desktop. You MUST be Logged in, and in Ready state to receive calls/tasks from 

your queues.   

You will see an incoming call pop up box at the bottom of the Finesse page when a 

call arrives. The information will include caller ID and information about the call. 

 

To answer the call, click the green Answer button. 

Note*- If you’re using a web browser other than Internet Explorer, you’ll also see a 
popup notification on your desktop if the Finesse page is minimized. You can click on 
this popup notification to bring Finesse to the foreground.  
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Once the call is established, you can view the total call time to the left of the caller ID 
in the call control gadget.  

 

To end a call, click the red End button. 

 

 

4.3 Working with Hold 

To place a call on hold, click Hold. 

 

To take the caller off hold, click Retrieve. 

 

You can tell how long the caller has been on hold by looking at the red timer on the 
call’s gray call control bar: 

 

You can tell the current state of a call by looking at the icon on the left side: 

 The call is active 

  The call is on hold 

 

4.4 Managing State within a Call 

By default, agents are automatically put to Ready state when a call is finished. 

Sometimes, agents need to put themselves Not Ready instead once their call is 

finished.  

At any point during your call, you can select a Not Ready code from the list. Doing so 

will mark you to go Not Ready once your call is finished. You can see this reflected in 

the state dropdown box once you select the Not Ready code.   

Example: The agent below has selected the “Break” reason code. As such, the agent 

is currently in Talking state but when finished will be transitioned to Not Ready – 

Break after any wrap up is finished. 
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4.5 Handling Multiple Calls at Once 

Just like the previous version of Finesse, there will be a separate gray bar displayed 

in Finesse for each call that is currently on your agent line. If you have 2 calls on your 

agent line, you’ll see 2 gray bars that represent the options and call information for 

that particular call. 

 

 

4.6 Transferring a Call – Direct Transfer 

To conduct a direct transfer (without waiting for the other person to answer first): 

1. Click Direct Transfer.  

 

2. Dial a number to whom you wish to transfer the call. Call will be transferred 
immediately after selecting the green Direct Transfer button. 

 

 

4.7 Transferring a Call – Consultative Transfer 

To transfer a call: 

1.  Click Consult 

 

*Warning: Caller does not go on hold with Consult. The caller will be able to hear 
you talking while you are entering the number you are calling. Once you hear the 
ringing phone of the person to whom you are transferring or conferencing, you 
know the caller is on hold. 
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2. Dial a number to whom you wish to transfer the call and press the green 
Consult button.  

 

3. Wait for the other person to answer, then announce the call. 

4. To complete the transfer, click Transfer. 

 

 

4.8 Conferencing a Call 

To add another party to an active call: 

1. Click Consult 

2. Dial the number of the person you wish to add and select the green Consult 
button. 

 

3. To bring all parties together, click Conference. 

 

 

4.9 Wrap Up  

4.9.1 Automatic Wrap Up Time 

Just as in previous versions of Finesse, agents can be configured to receive a certain 

amount of automatic wrap up time for the agent to finish any after call work before 

they are automatically returned to a Ready state in the queue.  
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This amount of time is unaffected by the upgrade and will continue to provide the 

configured number of seconds of wrap up time that is configured. 

You can see the amount of wrap up time REMAINING within the agent state 

dropdown: 

 

4.9.2 Wrap-Up Codes 

In addition to being configured for automatic wrap up time, agents may also be 

configured to select a wrap up reason code to describe the disposition of their calls.  

4.9.2.1 Apply Wrap-Up Code 

Wrap-up codes can be selected during the call or while in the Wrap-Up state.  

1. Select the Wrap-Up dropdown 

 

2. From the list, you can scroll or search for the wrap up code you want to select 

and select it. 

 

*Note: You will continue to have available any wrap up codes you had before the 

upgrade.   

3. Select the Apply button to apply the wrap up code you selected. 

4. You’ll see the little green checkmark indicating the wrap up code was 
successfully applied. 
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4.9.2.2 Failure to select a Wrap-Up code 

If you’ve been configured to select a wrap up reason code, you are REQUIRED to 

select a reason code before you can move out of the Wrap-Up state. If you 

attempt to change your state before selecting a reason code, you will encounter 

the following: 

 

 

4.10 Making a Call Using Cisco Finesse Agent Desktop Dial Pad 

To make a call:  

1. Click on the dial pad at the top right of your Finesse desktop. 

 
             

2. Dial the number you wish to call then select the green Call button. You can dial 

using your computer’s mouse to select the digits on your Finesse Agent Desktop 

or you can use the number keys on your computer keyboard. You can also copy 

and paste numbers for dialing. 

 

 

 

5.0 QUEUE STATUSES 

The Cisco Finesse Agent Desktop allows each agent to monitor callers in their queues as 

well as the overview of agent statuses in those queues.  

These reports are located on the Home  tab. 
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5.1 Precision Queue LiveData Report 

• The Precision Queue LiveData Report provides statistics for each Precision 

Queue the agent has been assigned to (if any have been assigned) 

5.2 Skill Group LiveData Report 

• The Skill Group LiveData Report provides statistics for each Skill Group the 
agent has been assigned to (if any have been assigned) 

 

6.0 MY HISTORY 

The My History  tab displays Recent Call History and Recent State History for each 

individual agent. You only see your own history, not your other team members’ history. 

6.1 Recent Call History – Top Report 

 

This real-time report shows each individual agent’s: 

• Inbound calls on Agent Contact Center extension 

• Outbound calls on Agent Contact Center extension 

• To place a call from the call history information click on the green  

handset  next to the historical call information. A dial pad with the 
telephone number pre-populated will appear on your screen to edit the 
number if necessary and complete the call. 
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6.2 Recent State History – Bottom Report 

 

This real-time report shows agent’s personal statistics for: 

• State – Agent’s state such as Logged-In, Logout, Ready/Not Ready, 

Reserved, Talking, or Work. 

• Reason Code – Shows each Not Ready reason code selected throughout 

the day 

• Duration – Time agent spent in each state. 

 

 

7.0 TEAM BROADCAST 

Your supervisor can send out broadcast messages to Finesse for the teams they supervise. 

If your supervisor does so, it will look like this: 

 

If you’re using a browser other than Internet Explorer to log into Finesse, when a message is 

sent you’ll see a popover message indicating a new message has been sent, even if you 

have the Finesse page in the background. 
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8.0 AGENT STATISTICS REPORTS 

 
8.1 Agent Call Statistics Report 

To view your statistics, select the My Stats  tab. These are historical statistics. 

 
 
The Agent Statistics report will allow you to view: 

• Date – The date of the statistics. 

• Queue – The queue the agent has statistics for 

• Media – This is the routing domain the calls came from. For phone calls, this 
will be “Cisco_Voice”.  

• Calls Handled – all queue calls that you answered. If the number of Calls 
Offered and Calls Handled do not match, this may indicate that you missed 
queue calls by not putting yourself in Not Ready. 

• AutoOutCalls – The number of automated outbound dialer calls handled by 
the agent 

• AHT – Average handle time of tasks handled within that queue. 

• AvailTime – The total time the agent spent in a Ready state within the queue. 
This only includes time in which you marked yourself ready and there were no 
calls in the queue to be assigned to you. 

• Internal Calls – The number of calls made to internal destinations from your 
agent extension 

• OutExtnCalls – The number of outbound external calls made from your agent 
extension from that queue. 

• TransferOutCalls – The number of calls transferred out from your agent 
extension. 

• TransferInCalls – The number of calls that were transferred into your agent 
extension from elsewhere. 

• RedirectCalls – The number of calls that were redirected from your agent 
extension due to no answer. 

• AgentLoggedOnTime – The amount of time the agent was logged into that 
queue on that day. 

• Avg WrapTime – The average amount of automatic wrap up time spent on calls 
in this queue on this day by the agent. 
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9.0 SIGN OUT 

To sign out of the Finesse Agent Desktop:  

1. You must put yourself in a Not Ready state. If you sign out from a Ready state, you 

will see the Sign out option is greyed out. 

 

2. Put yourself in Not Ready and select the pull down arrow near your profile avatar.  

 

 
 

3. Click the appropriate Sign out reason. 

 

  


